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I 8 TAFI USER QUEUE

Some of the dO\\TIstream transactions may take more time than the customer is willing to wait. For
example. if TAFt does not get a valid MLT test result, TAFI will re- test the line after waiting five
minutes. Using TAFL the user is performing the traditional screening function and a quality
recommendation can not be made without valid dO\\TIStream data. When finished with a report, it will
either be closed or sent it to the correct location for resolution. However. at the same time, more
customers are calling to report their troubles. So what do you do?

Queue the report!

TAFI has the ability to keep working on the customer's trouble report in the background thus freeing
the user to start helping other customers. For all practical purposes, there is no limit as to how many
reports you can have in your queue. Just remember that you have to handle all of your queued
reports in a timely manner! TAFI informs you of the status of your queued reports via the User
Queue report. This report is displayed every time you complete a trouble report so you don't forget
about your queued reports. You will have the option of retrieving a report that TAFI has finished
analysis on or bypassing your queued reports (by pressing F6) and taking a new customer call.

8.1 QUEUING A REPORT

There are two ways that a report can be placed in your User Queue:

• TAFI recommends queuing the report (typically because data from a dO\\TIstream
system is currently not available).

• You can manually queue a report so you can start processing other customer troubles
while TAFI continues working on the current problem in the background.

To manually queue a report, depress the queue function key (F8).

TAFI will confirm that you have captured all of the required information before it accepts your
command. If the data on the Access and Commitment window is not populated, TAFI will require that
this information be gathered before the report can be queued.

The best way to experience queuing a report is to walk through an example.

EXAMPLE: Mr. Jamison called to report that he does not have any dial tone. However while
processing his report the first MLT test was not conclusive ...
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He indicates that the problem was on all of his phones:
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The customer was calling from another location:
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Then TAFI asks that you complete the Access and Commitment Window:
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While you were populating the Access and Commitment (AlC) Window, TAFI initiated a MLT test.
However, the test did not produce a valid result and TAFI is recommending a re-test. You, through
your experience and training, notice this information in the Trouble Report Status area and know that
you will be queuing this report, You must add two pieces of information in the AlC window:

• Make yourself a reminder note to re-contact this customer using the Note field.

• Since TAFI may execute the Automatic Queue Processing function (discussed in
Section 8.4, beginning on page 150) you must add any critical piece of information that
you want to appear on the narrative line of the [mal report. In this case, Mr. Jamison is
warning the technician to watch out for the big dog in his yard and this information is
entered in the Additional Narrative field.

You complete the contact with your customer by providing him the established commitment, provide an
indication of future availability and thank him for using your service - your standard contact closure. The
only difference between this close and other closures is that you don't know (at this time) what the
disposition of this report will be. (You will once TAFI completes its analysis, but right now you have
other customers to handle.)
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Depress the Enter key to register all of the data gathered in the NC window for this report and then
depress F8 to queue the report:
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Figure 59 - Queue 6

TAFI queued the report and provides a Message Window acknowledging the request.

TN •••••••_NAI1E
DOS r-ADDRESS

USER QUEUE

USER TN NOTE STATUS DATE RECEIVED NEW COMMITMENT

IIuP I:-down lIexi t lIDIIEaccept

•••••••••••••••••••••••••••••••••••••••••••••••••
• Hay contain fraQ"ented CPNI. to be used only.
• consistent ~ith your CPNI training. Not to •
• be used for sales and ~rketing purposes. •
•••••••••••••••••••••••••••••••••••••••••••••••••
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Take a minute to look at the User Queue window. Notice that your note (reminder to yourself) is
displayed along with the status of this report. In this case, TAFI is re- testing the line with the first re- test
request.

=} Note: IfTAFI recommends queuing the report because access to downstream
systems is momentarily blocked, TAFI will automatically place the word
"SYSTEM" in the note field. This alerts you to some possible communications
problem.

Pay attention to the function key prompts in this User Queue window. To move the highlight bar down
and up, use F2 and F3 (when you have more than one report in queue). To bypass this User Queue
report and return to the Initial Trouble Entry Window (to process another customer's call), depress F6.
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Figure 61 - Queue - 8

04:52:4§

As TAFI continues to work on your report in the background, it displays status information in the Status
Line, even if you are working on a different report. TAFI just wants to keep you informed. Also,

notice that the Status field on the User Qteue report gets updated to let you know what's going on.
Look at the screen above. What's the current status of the queued report?
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When the Status field indicates "READY", you know that TAFI has completed the analysis and
fonnulated a recommendation for you to complete the report:
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8.2 RETRIEVING QUEUED REPORTS

Once TAFI has completed the analysis and detennines a recommendation, TAFI changes the Status on
the User Queue report to READY. When you have finished working on your current report, TAFI will
always display the User Queue window (if you have at least one report in queue) prior to allowing you
access to the Initial Trouble Entry window. You have to detennine when to take the report out of
queue.

For example, if there are many customer calls pending in the ACD queue, you may elect to handle a
new customer call first. When the peak customer call volume goes down, you will start completing
those reports in your queue.

~ Note: Your management will provide you with guidelines for handling queued
reports in your center.

Retrieving a queued report is a two step process:
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I. Use the highlight bar to select which report to retrieve from the User Queue (use F2 and
F3 to move the bar) and depress Enter. This action places the telephone number into
the Initial Trouble En window:
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2. Depress the Enter key a second time and TAPI will typically return you back to the
point you were at when you queued the report. In our example, TAPI is recommending
a dispatch out based upon the information the customer provided.
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FigwL' 64 QlIelie II

[n our example, the MLT test equipment was consistently busy every time TAFI tried to nm a test.
TAFl displayed this infonnation in the Test Results field on the Trouble Report screen. If this was a

real world trouble, you would call a SST center and notifY them of this situation. The SST person will
coordinate with the WMC to correct this potential MLT problem. To maintain your commitment to the
customer, TAFl recommended dispatching a technician to correct the problem.

~ Note: Every central office is equipped with a limited number of test facilities that nm MLT
tests. The larger the CO, the more test facilities are available. Under normal situations
there are plenty of facilities available. However, if a large number of trouble reports are
generated for a given CO at the same time, you may incur the test equipment busy result.
When this occurs, TAFI waits 5 minutes and re- tests the line. Most of the time, a
subsequent test will net a good result. Experience with multiple MLT tests indicate that if a
good result is not returned by the second attempt, there's little probability that additional
attempts will provide good results. Failing to get a good MLT result after the second
attempt, TAFI will send the report to the MA screening pool for manual intervention.

83 TIPS ON QUEUING

(1) In many situations, the result of the MLT test will determine TAFI's recommendation and how
you finally process the report. If the result comes back while the customer is still on the line,
you can provide your customer with a more definite response by saying something like: " ...
while we were talking / ran a test on your line and the results show me that our
technician will have to be sent out to correct the problem. I'm sure that we will have this
correctedfor you by 6 PM"

However, how long do you wait for the test result to come back? Depending upon the CO and
a number of other factors, the results may not come back for 2 minutes or more.

The best rule of thumb is to complete your contact in the normal manner. Gather
information from the customer and select the appropriate trouble category, answer TAFI's
questions, obtain the necessary infonnation to populate the NC window and, if the test results
are not back, provide your customer with a commitment date/time and close the contact. When
you have finished with the customer, depress F8 to queue the report and move on to your next

call.

(2) The second thing to remember is that you are responsible for the reports in your queue. You
are expected to handle these reports in a timely manner.
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The longer you keep a report in queue, the less time the field technicians have to
clear the problem by the commitment time!

(3) Should another user take a re{X)rt for this telephone number (while the initial re{X)rt is still in
queue), one of two things will happen:

A: If the user taking the second re{X)rt is working on the same TAFI processor (i.e.,

CRTAFIZM) where the report is queued, TAFI will take the report out of the first user's
queue and display all the information to the new user. (It acts as if the second user had the
re{X)rt queued and then pulls it out for further action.)

B: If the new user is working on a different TAFI processor, the system will process the
re{X)rt independent of any work performed by the frrst user. The second user then
completes the report and TAFI routes it for proper handling. When the first user takes the
re{X)rt out of queue and attempts to complete it, LMOS will return an error message saying
"SUB NOW" (see Section II). This error message indicates that someone else generated
an initial re{X)rt and this user must cancel his TAFI transaction and then enter a subsequent
re{X)rt listing any new infonnation that they have obtained.

Note: In situation B, when the first user takes the re{X)rt out of their queue and sends it to LMOS, they
will get a SUB NOW error message. This error message indicates that someone else generated an
initial re{X)rt and this user must enter a subsequent re{X)rt listing any new infonnation that they have
obtained.

All users for a given CLEC company are assigned to work on the same
production CLEC TAFI processor and option A would be the expected result.
However, should the user temporarily use the CLEC TAFI Back-Up system
(because of some difficulty with their production system), option B could occur.

(4) During normal operations, TAFI provides you an indication when a recommendation has been
developed, you take the report out of queue and process it. Should you need to log off prior to

obtaining a recommendation for a queued re{X)rt (i.e., lunch break, etc.), TAFI will display the

status of all your queued re{X)rts when you log back in.

However, if you have queued reports and you have to leave for an extended period (i.e., go
home at the end of your tour), you must inform your supervisor so he/she can reassign
your queued re ports to another user.
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Users should budget their time to process all queued reports prior to leaving
for the day.

(5) IMPORTANT!

If while processing the queued report, the user elects to cancel the TAFI transaction, the LMOS report
is still active. This should not happen often. One scenario might be after waiting for an MLT test the
user calls the customer to say the line tested OK. The customer then realizes that he really didn't want
to report a trouble but needed to speak with someone in the business office. The frrst reaction would be
to cancel the report (Referred to Business Office) ... but doing so would leave an active report in
LMOS (since the report was queued in TAFI).

In situations where the user would have canceled the TAFI transaction AFTER placing the report in
queue, the correct steps are to use the CLOSE Report Override option and select the appropriate
Close transaction (i.e., CX Customer Canceling Original Report) to close the existing LMOS report.

8.4 AUTOMATIC QUEUE PROCESSING

We just discussed the importance of processing your queued reports in a timely manner so the field
technicians have ample time to fix the trouble before the commitment time (assuming that the
recommendation is to dispatch a technician). To assist you in processing queued reports, TAFI has
been enhanced to automatically send reports to LMOS if the recommendation is to dispatch a
technician

~ Note: Since TAFI may take this report from you, it is critical that you enter any information
that needs to go on the narrative line using the additional narrative field on the Access and
Commitment window before you queue the report (see page 96).
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19 ADDITIONAL DATA WINDOW

TAFI gathers much infonnation from a number ofdownstream system; during the processing of a
trouble report and holds it while it is processing the report. TAFI uses this information to develop its
recommendation. As shown below, infonnation from many downstream systems could be accessed
(and viewed) but the data actually gathered depends upon the nature of the trouble report. For
example, it the customer was reporting NOT, TAFI would not go to Predictor and veritY switch
translations. Therefore, accessing the Predictor option on this window will not provide any information.

To successfully process customer trouble reports does not require the user to view
any information available in the Additional Data Window. TAFI does this
automaticaUy and with consistent interpretation.

Some users may want to view this information to gain a better insight to a specific problem. The
Additional Data Window and is accessible by depressing FII.

The Additional Data Window displays the following menu of options:

Test Results

Ticket Status

BOCRlSCSR

LMOSTR

Predictor

BOCRIS Pend Order

DATH Trouble History

DLETH Trouble History

Displays the MLT results obtained by TAFI

LMOS Recent Status Transaction (RST) - used to view the
various lines of status on a pending trouble report

CRIS Customer Service Record - displays the products and
services that are programmed on the line

LMOS Trouble Report - a view ofTAFI's interaction with the
LMOS TRmask

Predictor - the results of TAFI' s inquire to Predictor

BOCRIS Pending Service Order - a view of what was ordered

in BOCRIS

LMOS Display Abbreviated Trouble History - A trouble history

report showing just the close out narrative on previous trouble

reports

LMOS Display Extended Trouble History - A trouble history

report showing every line of status on previous trouble reports
stored in LMOS

B='- Issue 5
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DLR (DLRL)

DLR (DLEXj

SOCS Pending Order

Other SOCS Orders

SOCS Deny/Restore

OSPCMBSW

Update LMOS TR

View Links

Host Request Errors

LNP Gateway Data

Access Numbers

Customer Bill Memo

View CPNI Data

CLEC TAFI User Guide

LMOS Display Line Record - displays the customer's Line
Record (DLRL) in LMOS

LMOS Display Line Record - displays the customer's extended
line record (DLEX) stored in LMOS

Service Order Control System - displays pending service orders
(if any)

If the customer has more than one pending service order, this
option lets you select which service order to view

Displays any pending Service Orders Denying or Restoring

Service

OSPCM Buried Service Wire - displays the status of work
orders to bury customer's buried drop wires. (This work is
performed by contractor.)

If the trouble report is updating an existing LMOS report, you
can view this update here

Allows the user to view other trouble reports linked together in a
Multiple Trouble Report

If TAFI attempted to gather some information or send some
information and the request failed (due to either a
communications problem or the host system was not available),
the user can attempt to re-send the transaction with this option

If TAFI queried LNP for information to process the trouble
report, then this data can be viewed here.

Provides additonal access numbers

If available, TAFI will display all entries made in the past seven
days on the customer's Bill section

TAFI Displays the customer's desired CPNI handling

procedures

Most of these options produce reports that have more than one page. You may scroll through each
page using the Page Up and Page Down keys.
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With an active trouble report on your screen, depressing F 11 produces the Additional Data Window

INlTlfl... TROUBLE REPORT - ROUTE FOR fflNDI...II'li

11:1607:43:14

TN m ~ 5038 REPEAT t! ECm UNIT 47147200
LOC TOG

NAME DUNCAN. JACK M SUBt! SOt!
AOORESS 867 REN

AOOITIONfl... DATA
REACHU 8005551

REMARKS Sidone 111.leM')14 Isocs PENOItIi ORDER I
TRBL DESC NOT •• ITICKET STATUS IOTHER SOCS ORDERS I
NARRATIVE -ndt-at IBOCRIS CSR ISOCS DENYtRESTORE ORDERS I

ILHOS TR IOSPCM BSIoltl I
MTR: - LItIC : IPREDICTOR IUPDATE LI'lOS TR I

NE~ COMM OS IBOCRIS PEND ORDER IVIE~ LItIC'S I
CUS DT lOATH TROUBLE HISTORV IHOST REQUEST ERRORS I

DT RECVD IDLETH TROUBLE HISTORV ILNP GATE~ DATA I
IDLR (DLRU LINE RECORD IACCESS tU1BERS I

TEST RES QPtj OUT IDLR (DLEX) EXTENDED REC ICUSTOMER BILL MEMO I

RECot1I1ENO.'
IVIEIoI CPHI DATA I

TEST Results AvaIlable for 9999495038
Figure 65 - Additional Data Window

Let's take a closer look at some of these options:

9.\ TEST RESULTS

Selecting the TEST RESULTS option displays full MLT test data.
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Figure 66 - MLT Screen - I

Scroll down (page down key) to view rest ofMLT data:
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Ii.' /\) 01) Tlol,ble f1l,,11'1',[" r 01' III lollion [ntel r,lCC BRIH~ ['I'M SSI R?(JOO I

I'flINT C(J'fTRACT UP/TOG

TH ••

I -

bOOu PI! NAME
OOS AOOOESS

xl~xPlf)JKOW';K I. [,f NI
,'1(',' I [1(J~IKfl 1m , III

I RES

5ES

o TEST OK

R

1605
3500
3500

o
o

1618
3500
3500

o
o

100
65

6
181
183

YES

34500
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Infor~tion Available for 2059876000
Figure 67 - MLT Screen 2
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9.2 TICKET STATUS

This option will produce the LMOS Recent Status Transaction or RST report. It provides a detailed
report of what has transpired on an active (pending) trouble report. Every time someone handles the
report, a line of status showing: who did it. when it was done (time/date), the intermediate status
transaction code (1ST) - which translates to what's happening to the report like PDO, and a line of
narrative describing what the person did to produce the 1ST value.

93 BOCRIS CSR

Wnen would you want to look at the CSR? In most cases, TAFI verifies the CSR to ensure that the
customer has the feature that is being reported. In a rare situation, a new feature has been introduced
and the TAFI lookup capability has not been updated yet. If the customer tells you that he has a
feature, and TAFI tells you "customer not payingfor feature ", look at the CSR manually. lfyou find
a discrepancy (i.e., you fmd the feature in the CSR), notifY your SME to report this problem to
BellSouth.

This option will display a customer's CSR. This record lists everything your customer has programmed
on his line. Take a few minutes and scroll through this example:

II.NIiiT.Ifl.ilTiiiROUBl••EiliiREIilPOR.T.-.ROUiiiiTE.FOR.HAft)l••Iltiiillllllll•••••••••••
TN m w 5038 REPEAT t! EC m lJiIT 47147200 I

999 949 5038 196 lECSRlE
OUPL CUST EXISTS (3)

LN DUNCAN, JACK H
LA 867 REt£E OR
SA 867 REt£E OR

, HAlniTOtI
DZIP 71037

---OIR
DOA BA
DEL Ai, BO. CO, DO. EO. FO, GO

---BILL
BtU JACK M DUNCAN
BA2 867 REt£E OR

TEST Results Available for 9999495038
Figure 68 - BOCRIS CSR Screen - 1

HGTN iFR
NO

i2:i~ 07:44:11
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Scroll down (page down key):

II_NiiITIiIiiiAlililTRO~OOl~E_R~E~P~OR~T~- iiROiUiiTiiEifiiOR.lfliOliiliiiiINGiiI~~~~~~~~!!I!I~~"'~
TN 999 919 ""50""'38""-_______ REPEAT tl EC 999 !JilT 47147200 I

BA2 867 RENEE DR
PO HAUGHTON LA 71037
TAR 000.707
PACI XXXX
SS 540-58-8611;X

---S&E

(OTHER)
NOTE:
999 949 5038 196 )(CSRJ(

DUPL CUST EXISTS (3)
QTY USOC S&E

1 N~101 NET~ INTERfACE-OUTSIDE+

J REV

HGTN IFR
NO

IDENT NUMBER BTC Eff DT T

072294 N

TEST Results Available for 9999495038
Figure 69 - BOCRIS CSR Screen - 2

Scroll down again:

12:5~ 07:44:§Q

INITIAl TROUBLE REPORT - ROUTE fOR IftI)lING

I TN m ~ 5038 REPEAT tl EC 999 UNIT 47147200 I
N~101 NET~ INTERfACE-OUTSIDE+ NR 072294 N

ISED 07-22-94

(LINES &STATIONS)

1 MBBRX MEMORYCALL ANSIoERING SER+ 395 9495038 072294 0
IHI 949-5038/MBTN 949-5038
IDLNtl 2-JACJ( DUNCAN
IIC 09-16-94/SED 07-22-94

1 ~ MESSAGE ~AITING - STUTTER+ 50 9495038 072294 N
/TN 949-5038/IC 09-16-94
ISED 07-22-94

1 IfR RESIDENTIAl LINE 1327 072294 N
/PIC 288/PCA BO, 07-15-94
/SED 07-22-94

TEST Results Available for 9999495038
Figure 70 - BOCRIS CSR Screen - 3

Continuing to page down will display the entire CSR segment

13:~ 07:45: 12
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9.4 LMOS TR

Selecting this option, you will see what TAFl is seeing while it generates the LMOS Trouble Report

mask:

II.NI.TIliI.fI....T.ROWl••E.RE.POR.T.-.R.O.U.TE.FIliORililfll)l••ING•••IIIII••••••••••
TN m ~ 50~38""---- REPEAT!:! EC m UNIT 47147200 I

GENERIC_FIO= I~

GENERIC_FIO= CCS
GENERIC_FID= HEMORV
GENERIC_FID= Cfl...L
LISTED_NAHE= DUNCAN, JACK M
SERVlCE_ADDRESS= 867 RENEE OR , HflJGH
LOCATION= TIXi
UNIT_NUMBER= 47147200
~ING_CONDITION= ~G

QASS_OF_SERVlCE= RES
SERVICE_CODE= lFR
LAST_QEAR_DATE= 06-25-94
AFFECTED_SERVlCE_COMMIT= 07-29-95 0600P
OUT_OF_SERVICE_COMMIT= 07-29-95 0600P
NARRATIVE=

TEST Results Available for 9999495038
Figure 7/ ~ LMOS TR Data

18:~ 07:50:~

The scrolling down will display the remainder of the TR (LMOS Trouble Report) Screen data elements.

If the WMC populated handle codes for a known failure condition for a given number, TAFI will

provide the user with the appropriate information. All of this data is displayed in the TAFI Trouble

Report Screen (see page 5 I ).
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9.' PREDICTOR

\Vhen TAFI is processing a feature problem, it will verity the switch translations using Predictor. The
raw data is available for view with this option:

'V ?l> 00 I,-ouble fln,du,.j<, F,Wllltatlon Intel face BRTflFlYM BSI R2000 I

flRD ING I
ICALL FORloftIDItf]

ITOUCHSTAR
6000TN ••

I -
S42F-164429994 00-02-26 17:15:16249043 no_cIs BAB98EE

H Sat Feb 26 17:15:15 2000

SCREEN 1 OF 6

9876000(lE) l.
(lE)2.
(lE)5.
(lE)6.
(lE)?

TN
DE
PTY
HLHG
I1EI1B
CHtIG TN 2059876000
CI-tIG DE L 0120013063
CHtIG PTY I
CHNG 11.JIl 0

5ESS S~ITCH BAB98EE
VERIFY 1.8

ANALOG LINE/BRCS ASSIGNHENT
RAX 1 OVRO ONY )(fER N
LCC 1FR BUSY HONITOR N
TTC Y ATT HlHG
HRI 0 RBV TGN
SERHLN CIDIAL ALLOW
BCK LNK N PIC 6746
SHARED N PTC

PLC
SUSO N lJ'BlHl...ED N

PRED Data Available for 2059876000
Figure 72 -Initial Predictor Data Screen

05: 11 95: 17:51

Depending upon the number of features that the customer has, this report could be many pages long. In
the example above, there are six pages of data (and there is not reason to clutter this document with
them).

Again, since TAFI has collected this data to handle a feature related trouble report, the results are
available for inspection. In the real world, you will most likely never look at this data ... because TAFI
does the work for you

Ifyou want to see what features are programmed in the switch (in English), depress the F7 key after
TAFI tells you that PRED Data Available (as shown in the status line in Figure 72). Using this feature
the user will see both the English translation of the various USOC codes from the CSR as well as the
English translation of the Switch programming.
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9.0 BOCRIS PEND ORDER

TAFI looks at the pending order status in BOCRIS as a trigger to view the details of the service order
in SOCS.

9.7 DATH - TROUBLE HISTORY

Let's suppose you are taking a trouble report from a customer who says the trouble has been
reoccurring every two months. Nonnally reoccurring troubles are indicated on the screen as Repeat
Reports, however, since the customer's problem did not reoccur in the past 30 days, you will need to
look at the customer's trouble history to detennine a common thread. Selecting the Trouble History
option will access the LMOS DATH (Display Abbreviated Trouble History) screen.

When you select this option, TAFI asks you if you want the LMOS report sent to a local printer for a
hard copy:

INITIAl TROUBLE REPORT - ROUTE FOR Iflt)LII'fi

02:31 08:23:~

TN m W 5038 REPEAT tI ECm lklIT 47147200
LOC TIXi

NAtE 00NC/J1, JACK 11 SUB tI SOt!
ADDRESS 867 REN

AOOITIONfl... DATA
REAOiU 8005551

REI1ARlCS Skione ITEST RESULTS I
TRBL DESC tIlL lElE ITICKET STATUS TROUBLE HISTORY (DATH) I
NARRATIVE -ndt-a! IBOCRIS CSR DERS I

ILI10S TR PRINTER - (optional) I
MTR: - LIt«: IPREDICTOR I

NEioI COtI1 OS iBOCRIS PBIl ORDER I
CUS DT IHOST REQUEST ERRORS I

DT RECIJO !DLETH TROUBLE HISTORY I ILNP GATEWAY DATA I
IDLR (DLRL) LINE RECORD I IACCESS NlII3ERS I

TEST RES OPN OUT IDLR (DLE)() EXTEttlED REC I /CUSTOMER BILL MEI10 I
RECOI1I1EItJ__ IVIEIol CPNI DATA I

TEST Results Avallable for 9999495038
Figure 73 - Accessing DATH

Since TAFI allows you to scroll a multi-page DATH (and other) report, the need for sending the report
to a printer is no longer necessary. To view the report on your screen (the typical approach), depress
Enter without inputting a printer address.

Look at the bottom of the next screen. Obtaining LMOS reports (DATH, DLETH and DLR) is a two

step process. First you tell TAFI to get the report. Then, once TAFI indicates that the report is

available, you ask TAFI to display the report by selecting the option a second time. Let's see how this
works:

8" - Issue 5
September 2000
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Select the DATH option and press Enter:

INITIAL TROUBLE REPORT - ROUTE FOR HANDLING

TN 999 949 5038 REPEAT I::! ECm UNIT 47147200
LOC TOG

NAME DUNCAN. JACK H SUB N SON
ADDRESS 867 REN

ADDITIONAL DATA
REACHII 8005551

REI1ARKS Skione ITEST RESULTS Isocs PENDING ORDER I
TRBL DESC NOT ~~ I TICKET STATUS IOTHER SOCS ORDERS I
NARRATIVE -ndt-a/ IBOCRIS CSR lsocs DENY/RESTORE OROERS I

ILHOS TR loSPCH B~ I
HTR: - LINK: IPREDICTOR IUPDATE LHOS TR I

NHI COI11 OS IBOCRIS PEND OROER IVIEIoI LINK'S I
CUS DT fllDJ"·'iUOOijl,II'IIJiR IHOST REQUEST ERRORS I

DT RECVD rOLETH TROUBlE HISTORY ILNP GATEIoIAV DATA I
IOLR (OLRL) LINE RECORD IACCESS NUMBERS I

TEST RES OPN OUT IOLR (OLEX) EXTENDED REC ICUSTOMER BILL MEHO I
RECott1END IIIiiiIii1 IVIEIoI CPNI ooTA I

Irrouble Historu TOOTH) Data Reauested for 9999495038 03:39 08:24:22
Figure 74 - Requesting DATH D£lt£l

Depress Enter a second time after TAFI tells you that the data is available (see status below):

INITIfI.. TROUBLE REPORT - ROUTE FOR IflI)lING

05:~ 08:26:2Z

TN 999 W 5038 REPEAT I::! EC 999 UNIT 47147200
LOC TOG

NAME DUNCAN. JACK H SUB I::! SOt!
AOOOESS 867 REt!

ADDITIONAL DATA
REACHII 8005551

REI1ARKS Skione ITEST RESULTS I Isacs PENDING ORDER I
TRBL DESC !:t2L ~~ ITICKET STATUS I IOTHER SOCS ORDERS I
NARRATIVE -OOt-a/ IBOCRIS CSR I ISOCS DENY/RESTORE ORDERS I

ILHOS TR I IOSPCM BSIoIH I
HTR: - LINK: IPREDICTOR I IUPDATE LHOS TR I

NEIoI Cott1 os jBOCRIS PEND ORDER i IVIEIoI LINK'S I
CUS DT IHOST REQUEST ERRORS I

DT RECVD IOLETH TROUBlE HISTORY ! IUP GATEIoIAV ooTA I
IOLR (OLRL) LINE RECORD I IACCESS lU1BERS I

TEST RES OPt! OUT IOLR (OLEX) EXTENDED REC I ICUSTOMER BILL MEMO I
RECott1E~__ IVIEIoI CPNI DATA I

Trouble HIstory (DATH) Data AvaIlable for 9999495038

Figure 75 - DATH Data AV£lilable
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Depress the Enter key again to view the data:

INITIAL TROUBLE REPORT - ROUTE FOR tflO..ING

TN 999 ~ ""50""'38/.8'---- REPEAT !'I EC m UNIT 47147200 1
OATH TN PRTR EC
lELN ANV NAtE
lESA ANV ADDRESS • MINDEN/ZAC VILA 904 SIBLEV RO/ZAC V
lELOC TOG
---HIST---
REPORTED S QEAREO TH_KEV TST RPM SIoI1 os CAT T 0
06-18-94 315P 0 07-19-94 600P 07-19-94 617P 600 181 181 lE CD 100 0900 6
:BM CAME CLEAR/~101/RPO AD/ADV MRS .

06-16-94 107P 0 07-18-94 1010A 07-18-94 1016A 603 179 179 lE CD 100 1210 3
: ZC300 AV MRS RPO I~ RJ11C .

05-20-94 452P 0 06-21-94 231P 06-21-94 238P 299 299 299 lE CD 100 0700 6

Trouble History (OATH) Data Available for 9999495038
Figure 76 ~ DATA Data Di~p/ayed

06: 1~ 08: 26:51

Sequential depressions of the page down key will scroll the user through the entire DATH report.

9.8 DLETH - TROUBLE HISTORY

The LMOS DLETH (Display Extended Trouble History) report is obtained using the exact same
process as pulling the DATH report. You request the report, tell TAPI where you want the report
delivered (screen or printer) and then, if you picked the screen option, request the report a second time.
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l)l) DLR (DLRL) - DISPLAY LINE RECORD

The LMOS DLR (Detailed Line Record) contains all of the information that LMOS knows about this

line. On rare occasions you might get a call from a technician asking you for the cable pairs for a given
customer so he can complete a repair job. The technician should be calling his WMC for this data if he
can't get it from his CAT. But just in case you get such a request., you can find the information on the

DLR.

Select the DLR option on the Additional Data Window and depress Enter. When the data is available,
depress the Enter key again:

IIjNIiiTIiIiiAlililTRiiiOWLiiiiEilREiiiiPORijT.-iiROiuiiTIiEiFIiOR.HfIIO...iiiiiltliiil ~
TN 999 ~ ...,50""'38""--_______ REPEAT t! EC 999 lJiIT 47147200 I

DLR DLRL EC 010 TN 999 949 5038 SEC DPA PRTR PG
SLID SLIDU

ORO F5L6R284 CD 03-01-94 CUS 116 lJiIT 39539600 08-03-94 0959
NSTA 1Wti PUB PUB SP PRI EN CPE N tI1C
HAIti KS 0 RT 1223 TSOP 0 CS RES SC L1R
DE 007-322-015 EXK 999 341 OT VT PTV BRG N NSV N
SWC j,lKG SSN ? HSID N HSEC N KJPA N TAS N TAC N
LCD 03-02-94 LCT 72632587 HLEX N
LN ANvtfl1E •
SA ANY AOORESS VILA 810 5TH AV • HARVEV/ZAC V
LOC TOG APT 2-H
Rt1K 0000 MTN HAS BEEN CIfllGED
Rt1K 0001 NEI-l MTN IS 999 3404192
RMK 0300 IZTN 04 347-9358/LPS
S&E QTV 1 USOC L1R KS 0 LTD REF

DLR Data Available for 9999495038
Figure 77 - DLR Screen

To view the next screen, depress the page down key, etc.

9.10 DLR (DLEX) - DISPLAY LINE RECORD

10:5§ 08:31:3,2

Selecting this option will retrieve the extended line record data from LMOS using the same sequence as
described in Section 9.9.
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9.11 OSPCM SSW

When the customer is reporting problems getting a drop wire buried, TAFI will access the Out Side

Plant Construction Management (OSCPM) system to verify the status of the construction work. If a
request exists, TAFI will provide the status and due date on your screen. You can view the Buried
Service Wire (BSW) request information under the Additional Data Window and selecting JMOS
BSWM option.

9.12 HOST REQUEST ERRORS

If TAFI requests information from a downstream system, or tries to sem information to a downstream
system, and the access to that system is blocked for some reason, TAFI generates a Host Request
Error.

For example, you are working the late shift and wanted to see the OATH report for a customer.
However, at this time, the LMOS host is down for backups. TAFI responds with a Host Request
Error

Should this happen, queue your report until connections to the downstream system are available. At
that time, recall your report from the queue and go to the Host Request Errors option on the Additional
Data Window.

II,) ?b \]() I, 0111,).· nll,d,J''''' I d' III Lll lOll Illk' 1'." p BlHIII IYM BSI R?OOO.1

HOST REQt£STS IN ERROR

DLETH
DLR
DLROLEX

Dfllil

IIuP IEdo~ IIreset

fUHTION

ITEST RESll..TS
ITICKET STATUS
IBOCRIS CSR
ILI10S TR
IPREDICTOR
IBOCRIS PEtI) ORDER
lOATH TROUBLE HISTORV
IDLETH TROUBLE HISTORY
IDLR (DLRL) Uti: RECORD
IDLR (DLEX) EXTENDED REC

bOUII

DOS II ITOUCHSTAR------------.
I I CI~L~s trouble on all phones? . IU

.-------------------' Itfi
t1EI1 caII fllld
No service order
CRIS: Paying for
PRED: Call Forwar

LMOS update data not available 12:35 05:25:08
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Figure 78 / /"S! Rei/ues! Errors

TAFI displays all of the host request errors for this report (in this case, four). Move the highlight bar to
the transaction you want to execute using the F2 and F3 keys and then depress F5 to reset (actually re­
send) the transaction.

=> Note: Requesting that TAFI resubmit the given request(s) does not guarantee that the
anticipated results ~ill occur. If the reason why the initial attempt failed has been resolved (i.e.,
a temporary access problem over the network). then TAFI will obtain the requested data. If
the problem condition still exists (e.g., the LMOS Host system is down for nightly backup),
submitting the transaction ~Il net similar results.

How to handle this situation will depend upon the urgency of the trouble report coupled ~th

your company's procedures.

If TAFI needs the data to process the report (i.e., CRIS data is not available and the trouble
deals ~th a feature which mayor may not be on the line), the user has two choices:

(I) If the report is a routine report taken during a slow part of the day, the user may queue
the report and retry submitting the host request error after some reasonable length of
time. What's reasonable? This depends upon the time of day. If the error occurred
around I AM, then chances are good that all similar transactions ~ll fail until the legacy
system is back on-line. In this case waiting until 5 AM would be reasonable. On the
other hand, if the problem happened at I PM, then giving BellSouth an hour to fIx the
problem would be reasonable.

(2) If the report is taken during the busy part of the day and a reasonable time has elapsed
without success, then manually report your customer's trouble condition to the BRMC.
Cancel your TAFI report to Other Trouble Reporting Center (see Section 10.1.9) since
the BeIISouth rep will process your report.

IfTAFI doesn't need the data to process the report (i.e., you wanted to see a DLETH report)
then let TAFI complete its analysis and send the report without delay.

913 ACCESS NUMBERS

The Customer Information Window (see Section 5.4.1) provides the MemoryCa/l access number along with the corresponding

frame number applicable for the entered telephone number. The Access Number option (see

Figure 79) restates the MemoryCall access number along with providing the Flexible Call Forwarding
(FCF), Remote Access Call Forwarding (RACF) access and BellSouth Voice Mail access numbers.
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Me~oryCall Access ~ber
MCAl B-7704194300
Flexible Call Forwarding Access ~er
FCF - 7706625378
Re~ote Access Call Forward Access N~ber

RACF - Access N~r Not Found In BOCRIS
BellSouth Voice Mail Access NuMber
BSVI1flIl - Voice Mail Access U Not Found

Infor~ation Available for 7704951313

;. • II

RES NO MAINT CONTRACT
lE HISTORY

B-7704194300 FRAME 770 476 1021

TIONAL DATA

I ISOCS PEND ING ORDER
I IOTHER SOCS ORDERS
I lsocs DENY/RESTORE ORDERS
I IOSPCM BSIoI'1
I IUPDATE lMOS TR
I IVIEW LItt::' S
I IHOST REQUEST ERRORS
I ILNP GATEloIAY OfITA
I [1i(".ill;!I)";
I lCUSTot£R BILL I'EMO

IVIEW CPtlI OfITA

01: 13 06:21:38

EP-Issue 5
September 2000

Figure 79 - Access Numbers

Subject to the Restrictions on the Notices Page
Page 165


